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, This paper covers three general areas. First it reviews Bur au e
.efforts to improve verbatim training and presents selected results/ from an

‘ alternative .training experiment’ conducted fn the 1980 cénsﬂs “Second, it"
presents an overview of -training-approaches being developed. to su port the
Bureau's increasing activities .in-centralized telephone -interviewing. - And,
third, it reviews some-of thé evaluation strategies being implemented to: -~~h,
determind training effectiveness and to improve the quality of i terviewing.{ )

Section 1: Background for the Alternative Training Experiment =,;f : Tyjlg
q i .

In the past the Census Bureau has relied heavily on the u e of tra1ning
guides read verbatim to a group of trainees to deliver Tow cost; decentral-"- -
- ized cénsus training, as well as training prepared for continui g :surveys. - |

~ Verbatim training guides are completely structured, self-contai ed guides
which reference.all required training materials: and provide step-by-step #
~instructions for conducting training activities. Although thesp guides can B
" be written.in a variety of . presentation -styles, there is a tendency among
writers of - verbatim ‘training ‘to use more stilted language than [is typically .
found in ‘conventional speech. ~Further, since in a census context the: guides
are used frequently by inexperienced tra1ners, training writer, have tended
. to use lecture, rather than other instructional:methods, because of the '
fear that the traines.would lose control of the training.. The result in -
‘many cases has been Tecture-oriented train1ng which has been c iticized
- for being both boring and ineffective. o : i o,

"é.program‘pf;u

In 1978, Just prior to the 1980 census, the Bureau starte
ing: Bureau -

training research with the general objective ‘of improving exis:
"trainings The initial goal of this research’ was to investigate alternative .

" methods- of training with applicability to both census and survey training.
However, as this analysis progréssed, it soon became apparent that verbatim -
training had many advanta3es which other approaches had, diffic lty matching,
at least in’ the context of a‘'census. These advantages includ | the following.‘

3
.

Standardization of training content _
_ Ease of development and revision ~ [ -
”,Logistics (distribution, mass production)x :
Ease of use .(by inexperienced trainers in poor trgining sites)

Low cost Cl

L

'Although there are several alternatives to verbatim training which ,
coulq better present the content of census_training guides,-cost-benefit————————
—analyses raised doubts about their applicability for census ‘jobs typically
lasting 2-4 weeks. Therefore, rather than attempt to implement.and evaluate
a totally new instructional approach “just -prior to the 1980 census, the
decision was made, instead, to develop-the- most~effecti7€‘verbatim'training "
—possible. The general intent was to develop a highly structured training
approach, but-one which required the active participation of the trainee.
This effort focused on two areas: introducing variety into verbatim training -
@nd simplifying training materials (with spec1al emphasis on reference :
manuals) 1The result was a method of training, called .job-aided -training,
which was developed for use in the’ 1980 census and- compared to standard
Tgensus ‘verbatim training.: . The major features of this training approach )
- are discussed in the next several sections I - '{
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- Introducing Variety into Census Verbatim Training ;ﬂ'-_ v,lﬂr :ﬂ: l.;v.i

Acknowledging the fear.that inexperienced trainers (i. e., ind1viduals}'
. who, in many cases, were trained 1-2 weeks prior to the sessions they were _
~ to lead) could lose control of their training sessions, Bureau training - = .
* specialists worked oyt approaches that avoided an over reliance-on lecture
-_for delivering information. These approaches; ‘involved the use of audio- '
“visuals with accompanying audio-cassettes,’ role-playing, group. learning '
exercises, discussion groups, individualized/learning exercises, workbook
X exercises, and both group and individual evaluations.. )
J . .
. The overall thrust of these activities was to change verbatim tratning”.
from primarily a Tecture-oriented, passive approach .to one which required -
- active learning and participation on the.part\of the trainee. Beth training
approaches compared (job-aided vs standard) in the context of ‘the 1980 . J
- census used these training activities as a supplement to verbatim training. .
. . S e e

: Simplifying,Training Materials :_ : G

_ Much of the training that was pnoduced for the 1980 census. was based
. on thé prepise. that classroom training would cover only the majos, most .
" critical job tasks. It was assumed that, once on the job, the worker would
~ refer to.existing reference materials to cue her/his memory. about topics
- covered in training or to determine which procedures applied.for topics not
covered in training.. (Of course, another option was to ask for -supervisory °
. assistance.). However, an analysis of existing Bureau reference materials a
. revealed several problems with this assumption. First, information critical
~ to performing’a job task often was in more than one reference manuals’ W
- Second, it was difficult to locate information in the manuals.  And, finally, v
- once’ the correct procedure wds located, it was often difficult to~use because
. of jargon and the presentation format. To address the dual: problems of L
accessibility and comprehensibility of procedural. information ‘a. new tra1ning
approach--called Job-aided tra1n1ng --was developed and. tested .

Job-aided training requires changes in both the development of instructional
-material and the presentation o{ procedural information in manuals. The
nature of these changes are distussed in the following sections. o A’;'
. ,

=Job Aided Training ol .

o

Defined as.simply as possible, Job aids are any device that helps a .

‘person perform a job better. However, .the majority of published research
. has focuded on’ the use. of: "paper-and-pencil®. aids.and-the-use-of- alternative—/—-
formats (see Lineberry and Bullock, 1980) for presenting procedural- informa- / :

-tion. In the broadest sense of . the word, any manual is a-“job aid" but,
__in practice, a job aid manual- has*certain unique—characteristics. One 0 of /.
" these characteristiics is the use .of certain formats for presenting procedural

.information. There are three formats that have been widely used. These are

checklists, flowcharts, and’'decision tables. Illustration 1 presents an/ - .
example of a simpte checklist. To use this job aid, the worker proceeds
sequentially down: the list. ~ . ) _ /
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ER S Example of a Checklist Job Afd .
i ‘ v, . '
- i_ ," .‘y .,‘, . o o . . . : | . .‘". l.,‘ - 1y
N Lo S ..35' THER_E ARE 8'039?59?_!;5 R RS e
lnstmctions lf there are8 orQOocupants'fn the housmg umt i:se the followmg checkl-nst._, "."f'.'- B
w : Yo ," L . . . . ) . ,é P r

1. Put 7 peopleon the f‘ rst questlonnalre .
o2 On a second questlonname (same type as the fi rst-short or long) put the rest of tha pepple. But.

-4

- o ‘a. Put the.name of the elghth person |n column 20n page 2 and on page 8 (|f long: fo’rm) of the
. second questlonnalre - '
= b Do not complete any housmg questlons on -the second questlonnalre (oontmuatlon) e

»u-'

3. Make sure address Iabels for both questlonnalrec are the same. Prmt "contmuatlon” above the B

address label on the second questionnaire. .
* 4. Figure 17 shows how to complete the FOR CENSUS USE ON LY boxes. o e

' + 5: Make usual entries in the Master Address Register.

iy ‘ ’ T oo _ b E ‘ e L‘ | ’ | -' ‘ o / ' . ‘ °v
, __ " . . . . . . -, . ../ )
Another commonly used. type of Jjob aid is a f1owchart '(or a]gorithm) as
shown in Illustration 2 on the next page. N SR
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Pl ‘ILLUSTRATION 2w T
Example of a Howchart Job Aid with Accompany‘lng Illustrations -'-u. -
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Does ‘the. housing unit hm any one of this following charactorinios? No ono livu ﬂ\ero, and o o\

L
it

1.. Roof, walls, windows,and/or doors no {onger protect tho inslde ftom thwmthqr (This _ -
. ‘doesn&tlnoluduplaccmatisboardcdup) - . .. . '

2 ltnsbeingdomohshod

3. There isuign uyinothat |t|scondemmd oruninp_abitlblo ' AR AR

4, It lsbomg usod for nonmidentlal storage. for i"xomplo, moohinery. ofﬂoa fumitdn. or ipdqmial o
supplics.‘ v < e e . -

o iy
TR

5. Itis under oonmucﬁon, but the ﬂno! wlndows and doors ary not m in plooe _ f. 2t
b

.' 8. The housmg unit hu been olimi’nmd beca&o of convonlon, nmodoling. or deﬂfolition. -

S Complma-qucstlonhlirofora
T vacantunit. .

2 Comct the Address Listing Pogo (ﬁnuro 33). | . : e -
3. Bo sure to enter the reason for crossing out . T s -
. the listing.” For example, house burned down,__ | - / SRR

. Donot complete a qumonnliro o

demolished. vacant tranler site, oondomnod

- co 1 ce ot f : ) . '-'. ; - . : ]
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" To use this aid, the worker begins in the "START® box and follows the
appropriate-arrows. - As 1is apparent ‘in Illustration 2, many of these aids

“aré accompanied by i1lustrations which clarify important points. in-the. . .
pqrjtﬁgn;instructions;- S . T _ ..257'1'~
" ".A point-worth noting about the flowchart job aid.is that it is not as
easy to use as the checklist,, Whereas a trainee 'typically has no. problem
. ‘picking- up a.checklist and using it, 2’flowchart; features a novel: format .
which™must first be explained. during training. - R ¥
N , ThE’tﬁirdftype bf'job,a{dfwhicH»t5\;0mmdq1y used'is#the deéisfoﬁ,tab1e o
,as shown in Illustration 3,00 Ly T e S
o T e TION 3 R
-a S . *’ T ’ L. . “{ _'.'.‘..-‘ . ] S PP . ""’.;-"‘
L = [Example of¢9~peci§jgh,jéple,pr.Aid"f L
- :.; — — — —T T R
T I 'ﬂvIF.%@,' Sl ol AND T THEN, . .
| . ggrs§h;js:§ L - R N féo@p1gte; j |
| - . e SR . 1 L : - .
- - . o} Over 2} - - ~. Section A" _
~ Mate:. : : , — et b
- . “y Under 21 - Section D " ) ” A
- | - cover2i - I I ."f;
Female -~ . — —4 " Section E : L
o © e}, Under 21 I ,-'=m'34&f
., 'Asuwifh?the §1OWChart.job aid format, this typé df job aid also requires

some introduction in training prior to its use in the field. ' To use it, a
worker simply starts in the left-hand column, finds the condition (male or
female) that exists, applies-any qualifying information (e.g.4 over or '

~ under-21), and then. follows the d recttons in the "THEN" column.. . 2

] . »

'“Theoret1—cé-1~Ra't1—ona.~'l-e»fbr%)éb’—A—i ds—— S — BN

The theoretical rationale underlying the-use of job,aids jg' that-they' .
serve.as a storehouse of information which does.not-have to be extensively
- covered in training. ch0rdin91y;_tra1n1ng‘1s simplitied because less
information needs to be covered with tmmediate or direct recall as perfor-
mance criteria. ‘e ‘ o s S

a

.The design of;job aids relies on theoretical concepts derived from q' -
theory of learning, called Stimulus-Response learning theory. In concrete -

- ! N [
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- terms, job aids are designed to cue-a worker's memary for skilts learned
prior to the job (general skills) -or procedureg/concepts learned during
.~ training (job-specific) skills., Job aids are written using principles of
clear writing and present the minimum amount of information necessary to
: complete @ task successfully. In more sophisticated applications of job
- aids, designs are also employed which can be used by workers of varying

- degrees .of skill and experience., » ‘

< Steps in Integrating Job Aids .and Training Design o

. * The preceding discussion emphasized the unique formats (see Illustrations
©1la 3) associated with job aids, but the successful use of job aids requires.
more than simple design or changes in format. It is equally important that
attention be paid to how training materials are developed and how the pro-
cedural manual is used in training. For example, the: successful use of 5ob
ajds requires at least the folloying steps ' g- : o :
1.. Task analysis (to determine what the worker do s) .e.;'“
2. Specification of training objectives. - o
3. Integrated design of training content and manua s to determine
the following: o
a. MWhat job tasks shoyld be covered only in training? -
b. What job tasks should be covered only in reference . ~\J
; manuals? | : ' T
c. What job tasks should be covered in both formal training !
.7~ and reference manuals? .- .. . oo
4, Desigf of instruction and development of learning activities s,
emphasizing use of. the job aids ‘(manual). L : .
S. Concurrent validation of training and job aids. "~“',:
P Since the design of tratning and‘job refErence manuals proceeds concur- .
rently in the preceding model, ‘the most immediate benefit . is that. subject-
matter experts and training designers work 'together to. identify critical
job tasks, assign training. priorities clarify ambiguities in existing or.
proposed procedures, and agree .on examples - .of competent performance; More-
over, since job aids are an’ imbortant component of training,vthe training .
itself tends to be more attive and skill-based, and relies less on” lecture ST
as a means of presenting information.f , ., s ‘ , S

o
e

Ve
L)

. Ultimately, although the decision to exclude or include a specific JOb

task in trainingidepends on the judgment of the training designer, Joyce.

et al. (1973), Jist a variety of factors that need to be considered before: . _
- —making-the- manual-training ‘tradeoff.---Some- of the- general guidelines provided_uss

by Joyce et al. are-that- tasks~covered 1n‘training should f*—*_—‘”"“jf*“‘_"—”*f

A
1. Be difficult to learn on the Jobs - [ \ |
.2, Be difficult to communicate with words. L S T
3. Require a great deal of practice. o R
4. Allow little room for error. v o~ .-

5, Be performed frequently on the job..
6.:« Not allow.time to refer to a manual. ,
+7. Be performed by a large number of “individuals in the

job area.

-,




" ‘ment of job-aids. Since job ai

. ‘behavior, " Moreover, formative evaluation is enhanced because the step-by-

v . ‘.,‘ ' . c . : y . o ’ '. - . '.,-,._..ﬂ‘_ .

On the other hand tasks suitable for a Jjob manual are those that.,

1. Have long and complex behav1or Sequences. , ) . _
2.. Are rarely performed, . - ' Fotw o s

4‘ 3. Involve'readings, tolerances, or table lookups. R ERE
4, -Can be mentally rehearsed prior to peFformance.' S
5. Benefit from the use of illustrations.

The development of trainingvactivities follows readily from the develop-‘
mirror the performance of actual job tasks,

skill-based activities can be easily designed that engourage individualized
learning as well as provide immediate feedback about the correctness of ' -

step nature of job aids. quickly reveals exactly where performance problems

- . are occurring. v 1 . n L ! o

| Characteristics of Job-Aid Manuals and Accompany1ng Training ‘"1

In the Alternative Training Experiment mentigyed previously, a standard
field procedures manual Egr follow-up enumeratorsl/ was redesigned as a =~
job-aid. manual.  One resylt was a sign1f1cantly shorter manual, The job-aid -
manual was- 62 pages versus 129 pages for the standard manual, even though -

".’the same procedural information was presented Excluded’ from the job=aid .

manual was. backdround and “nice to know" information about the census. .
This informatiom w covered instead during training using audiovisuals '

and classroom lect Coe ..-, ,‘.u, C e e o _ 'w,;~:

. The job-aid manual also differed in its organization. ‘The"job-aid
manual was organized around major job tasks and field problems as the

~enumerator would tend to verbalize them,  To illustrate this organization,

a page from the job-aid manual*s Table of Contents is presented in the
Appendix. .On the other hand,. the standard enumerator manual was organized
around more general enumeration topics.. For comparison, a page from the _

',standard manpal s Table of Contents is alsq presented in the Appendix.;

0ther features "of ‘the Job-aid manual were that it required less cross-

referencing, used more “white space” (spacing between print) to avoid a
cluttered look, and principles of. clear writing. were ‘used ‘throughout. The
‘training that accompanied the use of the _Job-aid manual also required 25%
1ess-lecture time. than the standard enumerator training, even though "

comparable material was ‘covered, | - ", .- o e

‘o

{t—uhat Does- Prior~Research Show?_ﬁe_m_ﬁe__is;jf' 1"”"7'“ - Sl

Evaluations of the use of job aids have indicated that the use oﬂ specialJy

~desigried job aids enabled inexperienced maintenance personnel. t0‘outperform_‘i B

re experienced workers who used traditional reference materials (Foley,

11973), that job-aids were well. accepted by maintenance personnel whether-or v '”<
 not .they had input into. their development - (Johnson et al., . 1977), and that
.~ job aids could be used effectively With di/parate instructional methods

(Swezey,. 1977). :
S

‘ 7 llow-up 1 enumerators were responsible for obtaining information from. '

Fouseholds which failed to mail back their census’ questionnaires.

Cot v'-‘. P S . . - .
. L ‘ 4--' 4 _ . 9
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Evaluation of _the, Use of Job Aids in Census Trainiii

In the context of ‘the 1980 census. an alternative training approach using :
job aids was developed for follow-up 1 enumerators and compared to standard .
cgnsus training.. The major difference between the standard census training
-and job-aided training{%ps the use of a field procedures manual redesigned - ,
~to be a job-aid manua Three pairs of census district offices were matghed
~on variables related to the difficulty of enumeration. ‘The offices in each

~ pair were then randomly assigned to one of two training methods (standard

- or job-aided), resulting in three .experimental and three control offices,
Data from 1,197 job-aided trained enumerators and 1,389 control enumerators
- 'were available for analysis.. Attitudinal data were collected at the end
of training and then after 2-3 days of job experience to determine if
experience changed enumerator perceptions of training. Performance data
were alsdo collected but the occurrence of field problems precluded a mean-
ingful analysis. . . . ‘ . T

A general finding was that both training approaches (both employed
verbatim training guides) were.apparently successful in térms of positive
ratings .given by enumerators. - Table 1 shows.the responses of enumerators
. to“the question “0verall, how would you rate the quality of the training?“

. ?
’ N

. R TABLE 1
o ~ENUMERATORS' RATING OF QUALITY oF TRAINING |
X - . End-of-Training S o Post Training _”j s
R (1, 153) (N=1,093) ~ (Ne887) .. (N-szs)
Véry Goodk .. ?57.0; a0 s _\"“._44".9'2]_:"7
eood + - Um0 sz wan . s6.er
afr g 307. - 8.0%
, P‘gor.—,’g 'o.si~- o R ."o.szi'

U"’both occaSibns, the job aided xperiment‘l)‘trainiﬁg‘feceived higher
. ratings. - The marginal ‘association between ratings of quality and group mem-
‘bership was significant for both the end-of-training (xé = 22.7, 3 df, -
‘p ='0,00) and post-training comparisons (x2 = 36.8, 3 df, p = 0. 00) "In .
.inberpreting this result and subsequent ones, it should be recalled that
. enumerators saw only one type.of follow-up training. Therefore, the basis o
'for Judging quality was not the standard census training. S wt

Response rates in Table 1l for the job aided grodp were higher for both

“the ‘end- of-training and post-training comparisons. The reasd&s for these flf.

L . , o w L L . Vo '.‘.‘.' - D o oo '» o
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* response differences.are unclear’since identical clehic@}apndcedures»were;u§edj:x
in all offices. ~The most likely explanation appears to ‘be that senior field ..

- supervisors Tiked_the job-aided training and made ‘a greater-effort to distribute .

- and'retrieve evaluation forms. Their.counterparts in_the.control. offices.did =

" not oversee -any altegnative training,, so evaluation for s may. have-been viewed
-as an unnecessary burden, and thus ignored. 'Jhe'10Wer‘hespongg;?atevfoc'bothj.,

groups for the post-training questionnaire was caused " y distribution and
- retrieval problems associated with a widely scattered work.force.  Since
..senfor field.supervisors did not :train enumerators, they are not viewed as an
important biasing factor. "However, it: is acknow]edged.that other systematic
~differences among offices could have affected the attitude measures uSed:-. -
.- "Another question dealt with an enumerator's feelings of preparedness ... .
prior to field work (end of training) and after 2-3 days of ,job experience.. K
* Table 2 shows the responses ‘of.enumerators.to the giiestion' “How“well ‘prepared ° -

do (did) you feel to go out and work as an enumerator?®

i L T

. N

Comeez o A
~ TABLE | R

Lo

 ENUMERATORS' SELF-RATINGS OF DEGREE OF PREPAREDNESS ' ' ©..i'

| Eﬁd#df;Training‘ -n:;ff;5;: | ’5sz;:EQSt.Tféinihéj“ j;Hf»

Co(Ne1,758) - (Ne1,088) T C(Ne919) L (NeSST)
" ab. : Lt R TR
Job-Aided = . Standard ' Job-Aided .+ Standard .

s
~

.-

S

‘Adequately .
‘prepared” " *" . -51.6% ¢

.:.(sx)
.

R R X

- L.

; Again,.one conclusion that can be drawn from this table {s-that both .
.- «training approaches were successful in making enumerators feel that they = -
were.prepared for their jobs, both before and after.job experience.. - Further, -
. 4in both training approaches, the proportion of enumerators who felt that -~ .
~ they ﬁiﬂ“beén*'W§11“prepa?édf=actua14y:1ncreasgdrafténﬁﬂob:eXpenienge;::IwQ,m-?_;;

- .separate cross-tabulations indicated that there were no differehces:betwe%?y y

‘the training groups in theip pattern of ratings at the end of training,
- but a_ significant difference was observed at the post-training ‘comparison
(x2 = 8.45, 3 df, p = 0.04). A subsequent log=1inéar analysis indicated .

that there wdsnno.three-Way”intefé;tion_preSéﬁtlfg#-v> . - o

.2 ‘Other questions on. the reaction dﬁéSE¥6hnd3re:thai'enumerdtpps§c6ﬁp1étéQ?

"dealt with the ‘comprehensibility of training materialggfihgylgngth'ofﬁtraihingf;;i
....and'coverage of critical job tasks.

' Consistent with'expectations, the job- '~ - %
. aided training was perceived to have uﬁéd;mdré comprehensible training-materials
.?" ' . - o . . .‘ - ' | 1 1 ;'i'.:..“r- . ""," ,.".4‘.’," " 1 L l- A"“I. .
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E materials more during training. Further, since the: purpose of - using Job -

and to be of a more appropriateXlength._ Further, when enumerators were asked\.
-after job experiegp (2-3 days ) which, of ten major job tasks “were.not covered. ;b-
well enough during training ¥ the" control group more. f*equently thetked six™ mﬁé;-
“-out of the ten tasks ( p <" L0831 df) There‘were no statistical differences

-+ on. the remaining four tasks.. L FRRE L,ﬂ,, R : o

l e

~An important objective of the job-aided‘training was to use referencq

" aids was to make information more accessible and comprehensible in'a manual {;;
it was expected that the enumerators -using. the job- -aid manual would use it’ L

 more frequently once they began working.~ This expectation was also confirmed

“Table 3 shows the repérted- use: “6f" two major job reference manuals for enumers. 3=-*

" ators, .the field procedures’ manual (job=aid;or standard)‘and the,QuEstionnaire

”\"».

,or Standard) 2402 .
Questionnaire .'?i*frf'-'fié;-f S
.Reference Book . 1.04 . ;e

~“Reference: Book" (QRB) which: gave’ question-by-question specifications for each
question on-the census'form.isAlthough the. QRB was not’ redesigned, itwmas -
“includéd=in this question to- dete ine how frequently enumerators used manuals
deemed most critical to the job': L e

'\/ R _'.'.’f"‘ Lo :{' v ' Y
o o . . . Bt "33‘ L .‘

am’,l

i REPORTED AVERAGE '

Field ProCedures.” ?fﬁf? ,
" Manual,. (Job-Aid

"-An. analysis of variance model for nested . factors (census district offices

-; nested under training approach)’ determined ‘that the" reported use-of ‘the. field

-~-Rad bgen so effective that the peed to use manuals’ ‘was: reduced,u-ﬂowever,';;g

' and therefdre,

‘ the QRB (e g., age conversion table)rwas also include in‘the jobuaid manual

ggedures ‘manual was- greater . in the offices vhich used- jobaaided training ffg;;?*'
(Winer, 1962, p. 184). .However, it was alsoﬁepparent ‘that -enymerators did :

- not ‘use:their manuals_ as frequently .as had been expected. 1Dhe possible
“explanation for this Felatively Tow use-of manuals:was’ that the'training fj

‘another explanation is" that“enumeratorsrsimpty‘resist"using ref,rence_manuats
AUE not ‘use them, routinely. o ey TR

- :s

f“-.vlt was, expec d baséd on the design of the QRB (it 'as a 200 page manual)y;'i'
“‘that it would not be used frequently, Table 3 confirms /this: exgectation".°Thev

difference in’ reported usage of the QRB- between -job- aid d aﬁd‘control offices:
s attributed to the’ fact that some of'the ‘more frequei 'ly used information;in,‘,




”YH*Section 2-7 1ra1n1n9 f°r 7élephone Interviewers w }‘.

'ﬁ, of telephone interviewing after .initial. per$onal visits:to a househqld i
ﬂypically, this: interviewing 1is 'done from the: interviewer s “home, Reoently,

._',classroom training: exercises.. The® g'neral approaches attemptbd will be

**up of 'mail surveys, one-ﬁ,me Surveys, .and- cqntinuing surveys,’: “These’ exper”’

The results of,this study suggest that the use of ob .aids in procedural manuals

ahd>training results in moFe’ effective’ traininga “Accordingly,
currently making plans to use’ this approach on-atwiderfbasi~ 1“
for the 1990 census. B S T E

Field interviewers for the‘éﬁﬁ!ﬁg Bureau currently do a largégamount |

+-the-Bureau—has—been experimenting"with the yse of_ centralized , . I
telephone interviewing faci ities. at its Suitland. headquarters fdr follow--.“

mental efforts have-offer@d the opportunity” for- developing and@testing
alternative training” approaches 'to verbatim training. These alternatives
"have eniphasized: self-paéed individualiZed instruction as. well as” ski11= based~

discussed in. the next several Section ;:
.,\,

o 19 ' g ) ,v,f,’{_ P F
encourage the acquisition of a specifig set: of”sk Tis and khowledges. In ,gggég;éf

" most.-survey training Settings, -t is: possible toﬂdefine ‘these skills ip

behavioral, and hence,»observable terms,* -Lecture,.: of+ course, " is one. instruc-;g,

- tional: technique for -describing.-or demonstfatingﬁa'set of ‘desired skills .and .-

knowledges, but its’ limitations are-.such.th T ning;muSt typically progress .
at a pace condhcive to the: ‘slowest. learners,:muc ofthe" .information presented

- may | be unnecessary.-for many of the.trainees, the trainee can either. ignore. or

“‘hot- attend to the lecture, ‘and: understanding a verbal. description of .a.skill®
_is-no-guarantee-that"the, skill can be performed* (for example, this: latter ,
~point is. analogous tofexplaining to a non-swimmer ‘how to swim,. and then '““ﬂfjj;j'

asking him/her to jump in’a pool) f;; ,‘,.. r,‘, _V”~_1._‘/4F,.

Self-paced instruction.deals with many of these limitations (except
the Tast one) because it-requires each 5 erson to proceed through the same
‘‘material. Further; since each person. ps oceeds at_Her/his own' pace,: training
times are typically reduced and riore edrning ‘occurs.: Moreover, self-pacing
".can“be" accomplished using a variety- of: Tastructional- options (for-example; = .-
printed text, television, computers;. audiovisuals, ‘etc. )i The” most commonly
used self-pacing -technique s a printed’ programed text.s Based on the princi-"'_u
ples of Stimulus-Response. (S-R). ‘theory 1in experimental -psychology, the basic™
design. of ‘programed: instruction is (1) explain‘what the learning objectives o
‘are, . (2) present:information in small; “learnable® chunks, (3) require a~ . .
-response_from the learner to test: acquisjtion of ;the objective, and (4) g;. L
provide the learner with feedback about the correctneSs of the response.q.4

A}

Census.Bureau Use of Self-Paced Instruction

To- date, the Census Bureau has experimente with a- variety of self- <Qi,[;¢f

'pacing techniques’in both-its: censuses and’ surveys. The ‘most: ‘common - Coas
>"approach has been printed programed text but recently, to support trainihg




S Coa i
J . v e et
“ : S : R
- L S X
. . e . d S . . ; »
y ol S , AN R T s

""fﬂfortcéanéiiié&fié1gphoﬁé-jgtathéwiﬁé;:the«Bucéaufhas°agvgidpéd:Se]fiﬁﬁbed‘?;f’;
- audio-cassette.traipig@;(with;an}accompanying‘gorggodl): as well ‘as computer-- -
- asgisted fnstruction. .~ RSN A R T e A

o je;Inlgeneral;;the”self-paced“ttajhingfmaterials'that-havegbeeﬁﬂdevelogedf;fz-'f
--'have covered general skills-or knowledges. - The objective .of much of this -

- - -training_has.been,to present an overview and background for a specific job.
.~ For example, training prepared for‘centrali::#;;glgnn%ge interyiewing basic- . .
~7“"ally .covers two modules: 'a general interviewing skills training module and .
~a survey=specific-training module. The general interviewing skills training =~

Y

!

 module covers-the following topics: i —— ~ P .
o . * . AT N - . w e (‘-\ T . ’ - . . N . » ) . '..‘

[ co. oL - . . . L .:_:_,‘ -~ . )

L. 3. Asking-Survey Questions_. . , B e
. 4 2.  Clarification.and Probing - - e e e \
~:». . 3. Dealing with Reluctant Respondents: . L el B

.

S0 The survey-specific module ‘covers the procedures unique to a survey as . .
';"we}J[agjquestion-by-qugstinnlspecifications, . S e T

. A self-study approach using audio-cassettes was decided upon for two. =

.. 'reasons,  First, audio-cassettes require many of the same skills essential - ° .
~. for:a.telephone interviewer. Specifically, an interviewer must listen to a B
,,fSpoken~_e5§age,11nterpret'1t,.anddthenwrecocd-a“response,"Secqnd;#;grnovgf;f“ -
‘among'teifsgbne interviewers has been.a problem. in many orgapizations.. " *'-

Therefore,\self-pacing a portion of the training. frees supervisors for . . vv-_f

rl

“.-other activjties-and. speeds the training of replacements.

" Limitations of Self-Paced Imstruction = - . . - i =0
; - B - — R - . ] .

e 1‘Although;se]f-paced,fnsthuction,?equirqﬁ,each trainee to proceed
" through a set of standardized material, there are limitations to its use. -
. For example, research conducted -in the military services with self-paced™ -~ = -
~_~training fognd that indivtduals with poor literacy skills did not do well .. . . -
. in individualized training and; instead, preferred small-group-discussions ™
‘.. and demonstrations with a trainer (this finding led the Bureay to use audio-
" cassettes versus having.a trainee rely on.reading to acquire information).
' Further; there are logistical problems associated with. self-paced training.:
.- For example, distributing and. recovering equipment, payment for different
» "training times, and verifying that the.training was ‘done at all are common
.. problems. Finally, the time requiired to design—and’develop self-paced . - .
‘instruction is typically longer than that for comparable verbatim training. -
Computer-assisted (self-paced) instruction (or CAI as it -is commonly’called) .~

-~ deals with many of these problems but is even more time coénsuming to- produce -
because of the special programming required. ‘Development ‘times of.40 of .~ .. ..
more -hours: for each hour of instructional time on g;computEr*arewconsfdered.v*' "

-. excellent, and-‘one research project that this writer was involved with in - -~ "

.- military techﬁigal-training‘re§u1ted‘in‘Qevelgpmentfttmeé,wel]*in excess of . -
100 hours for each average hour of instruction. ~ - .. .." "o 0 S

CRT Ahother;general‘limitétion of .any type of self-paced training (but ‘
>-- ‘especially true of CAI and audfovisual training)-is ;hqt,]as@RM1nuté revisiphs} P
‘and changes in procedures arg/time consuming and expensive to incorporate. . -

It is relatively easy to chafige a page in a printed text. It is a totally
different problem tao change(a seriey of screens:1n-a filmstrips Mo
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Alternatives to Verbatim Training, Performance-Based Traini;g -

O In many jobs, the most effective type of training would be to pair ‘a’
“trainee with.an experienced worker who-could then demonstrate job- skills: .
.and- provide, immediate feedback to ‘the trainee about her/his*performance. L
“-Although - apprenticeship training 41s an attractive, alternative,.the unique. .
“demands of ‘survey -research, as well as turnover -rates of personnel, preclude °
its. widespread use, although variants of .it. (for example, on-the-job training
provided mw'supervisors after formal classroom training) are. commonly used.

: Although apprenticeship& training may- not be a viable alternative for-
training large numbers of -interviewers, ‘the basic approach can be simulated
-+ in_formal classroom tra&ning by attempting to enhance the fidelity between
——training= of-performance="
based training (See Taylor et- al.. 1972) requires the following changes in'
training design° ;', , S . _ _

_1.} Traditional orientation and familiarization training is
~replaced by:training that -requires an interviewer to ~ +
‘demonstrate performance of a set of high-priority skills, ©

.2.'fA 'lecture-demonstration-practice paradigm is replaced o
S~ g'by training that emphasizes individualized skill practice. “

:ﬁ3.'»Lock-step, group’ training is replaced by individualized
R (self-paced) training to the maximum extent possible.

"4, The trainer s role changes frop one of mainly presenting

- .information to roles of demonstrating skills, organizing

.17, . skill practice exercises, and providing feedback to the ’
S trainees about their performance.- _ S

5. ;Little use-of evaluation measures is changed to the
- frequent use of: evaluationﬂexercises throughout training
.and end-of-course proficiency reviews, L
o The general thrust of ‘the preceding changes is to develop training
7':which requires-active' learning fpom the participant. . In addition, ampJe
- opportunities are provided for a trainee to assess her/his acquisition of ;
skills and to obtain feedback about that performance. ' , ,

' fTechniques for Implementing Performance-Based Training in Survey Research

. Im its efforts t0 iMplement performance-based training, the Bureau has

- relied on the use‘of simplified reference-materials, self-paced learning,
. group-learning exercises “(such as- ‘role=pTaying, discussion groyps,-problem-:

.. solving groups, etc.),:and warkbooks,.  In’ addition, -a. variety of. evaluative ,

. exercises have been developed for use during training. as well as at the 5;
“end of training. e 5 . e S e e

.- For training telephone interviewers, the use of practice interviewing :
. exercises remains the most fruitful approach for implementing performance- -
. -based training. As used to date, practice interviewing has been implemented

. ,either through the use of completely scripted practice interviews'or fact Loy

l‘ . . > A .. 4
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o R ~’3"'f' _--'f?e;f.‘“ .
. $heets.2 / To provide feedback the Bureau has relied on observation of - -,

:filpractice interviews, as well as a telephone monitoring system which can be -
- used to Tisten to Ainterviewers’ pPaCtlcé 1"terler"9--ﬁz R |

Coe In general it has been found that practice interyiewing is “most T
" 'successfully conducted in-pairs with one trainee serving as the interviewer ’..
.~ and the other- playing the role- of respondent.. Further, scripted interviews. -

appear best for covering specific problem areas -or procedures,. although fact
sheets can be used in their place if “the; interviewer trainees have sufficient '

' experierce with role playing._- R D T AT A

V,Section 3 Evaluation of Interviewer Performance

4 -

Fhe intrqduction of centralized telephone interviewing facilities in
--:the headquarters of the Bureau 'has provided the opportunity:to exact-more

- direct control over the selection, training, and supervision of interviewers,,.f‘a

. ‘since it.has long been acknowledged that none of these functions are ‘indepen-
" ' dent of each other.- Within this context, efforts- in selection, training,
-and- supervision will be’ discussed next that are nelevanf to the evaluation

';of interviewer performance. R e

.Selection° Mini-Training and Evaluation _ L ,,fj.\ L ’g~\“ R

. In an- effort ‘to improve the selection process for. interviewers, the

:Personnel Division of the Bureau has been working on-the development of a -

" selection process called 'Mini-Training and Evaluation® (MTE).  The rationale
. for this approach is that.the best, and least biased, predictor of job success
- is performance by. a job applicant on a subset of tasks that represent the job

in question.‘.'.vz | . “

o Accordingly, for the JOb of telephone interviewer, a representative
g““'sample of ‘critical job skills were fdentified and applicants were given a
-mini-training session icovering these tasks. Essentially, these critical -
skills covered question; -asking, probing, clarifying; and dealing.with reluc-
tant respondents._ After’ the mini-training session the applicants conducte
" an interview'with a personiwho was trained to act as a.respondent, and who
by using a scripted interview, was able to present a “standardized". interview E
for assessing the “interviewer's skill. Since this “test" interview was re- - -
corded, a team.of raters were then able to rate. the quality of the interview' "
on a variety of relevant: dimensions (for example, articulatiolﬂ question '

asking, following skip patterns, etc.)

ﬁesides the content validity of this approach, this selection process
: also has other benefits.. Because it.is a relatively demanding exercise, it

~serves as a screening device for less motivated individuals or pérsons who S

ﬁave no conception of what telephone interviewing entails. Therefore, an .

hd ‘ jo o
N / Y
/"' :

_/In 3 scripted interview, the trainee acting as a respondent has a script
- with respondEnt answers and ‘required or suggested interviewer behaviors.

'-Accordingly,\specific concepts -or problem areas. can be emphasized. Fact. o -

- sheets are 1iists of critical information to be supplied by a respondent._
L Required or.s ggested interviewer behaviors are not presented .

16




h~vaa1uation of Interviewer Performance During Trainingt ff'
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.;expectation is’ that turnover wi11 be-neduced both during and after training.
" Further, an-unconfirmed expectation at this poiht is that the “test" score

resulting from'the MTE process will predict.job’ ‘performance; that is, the.

'selection score will have predictive validity which hopefu11y exceeds that j: :

~obtained with’ current se1ection,tests. g ﬁ,_

3 In terms. of its impact on training, MTE shou1d supp1y interviewer

\

s 9 . T S . R o

',J trainees~who are motivated to. perform the: job and .who have the: ‘minimum set :-1*
“~;xof skills; necessary to'be a successfu1 te]ephone interviewer.,'jll‘:-._, : \

with practice interviewing employs scripts- that test the interviewer's.

Eva1uation of interviewer performance during training remains the

"respon;ibi1ity,of the trainer; however, evaluative exercises have increas-

ingly een used both during and at the.end of training. - Eva1uation during
training has ‘relied primarily ‘on-/two: .techniques:. ~observed, ‘or monitored -
performance :during practice interviewing and performance on specia11y .
designed workbook exepcises. As mentioned previously; ‘one approach’ used

knowledge of concepts or pMocedures. On the .other hand, workbook exercises

" tend.to be more testlike or cognitive in nature and- frequent1y ‘use.multiple..

’.EvaTuation MeasureA Used at the End of Training

.'of time. : ‘\ -

- viewing, the trend in training has been to develop measures of performance ,
‘that indicate whether or not an interviewer is minimally capable to perform ijfj

““\number of/situation be covered in practice interviews, a well: designed :

. choice questﬁons form filling exercises, and so on. . Whereas only a 1imited
workbook exercise é%ggcgver a 1arge variety of prob1ems in a short period

+

\

RIS

As the Bureau has gained experience with centra1ized telephone intér-a.if'

AN

on the job. - Assessment has generally focused on two areas: conceptual

knowledge of question specifications-and procedures and demonstrated skii1_‘ “',f'

"Tas an interviewer. To assess,these skills, the Bureau has experimented

;;conducted with trained professiona1 staff.,

with the use of an end-of-training conceptua1 test and a “test“ interview

- leat

* The conceptua1 tests, for the most: part have.consisted‘of mu1tip1e

"3choice items, although form completion .exercises have also been used, The

" "test! interviews used at the end of training have tended to be moderate1yh

‘-fdifficu1t ‘scripted interviews. Volunteers from.the Bureau's professiona1 e
- staff .have. served as respondents and have rated interviewers on a variety ,

. of criteria, such as pace of the interview, c1arity of - questioning, ise of- ' 'fi

- Interviewer Eva1uation Hegsures Used after Training

.probes and c1arifications and attitude.

Viewing se1ection training, and supervision as. critica1 components

f'of the entire process required to produce a proficiént telephone inter- -

b ~ ‘'viewer; the Bureau has recently experimented with the use of monitoring -~ -

“1_,as production rates, response rates, edit-error rates and cost per interview, ff.

'systems that differ from the subJective rating scales of - performance commonly
used. - Rather than, continuing to focus solely on the use of criteria such -

IR
] "J -
*
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the attempt has been made -to quantify the interactive process between
-interviewer and respondent and to rate its quality. on a variety of dimen-‘

e sions. The -general. goals of this research are to. identify.the critical ' .
~ dimensions of interviewer-respondent interaction so that desired interviewer'

. o behaviors can be’.identified and stressed in training- L e T
S \_‘l”i L o ‘... o : ‘
~ - Fhe approach being used: is based o an interaction analysis model BRI SR

developgg by Dt.' Charles Cannell of .the/University of - Michigan°(Survey ; ,"'*"TT’.QEf
Rese¢arch, Center). This approiach uses behavioral rating categories to e l: o
quantify-such interv1ewing skills as question asking, pace, voice,’ clari-rw
fications,-probing,dnd-the-use- of—feedback,__Howevén,_nather_than -use-the_.

more complex. system developed by Dr. Cannell, ‘the Bureau has developed a.
simplified system with fewer rating categories (see Table 4) ' :

. RATING CATEGORIES FOR MONITORING INTERVIEHER psnronm\ucs e
R e T e e e T
ﬂuestnon-Asking ) S T L .- CIariflcationsIbeﬂnitions - S
‘Q_ ‘e Read-question sausfactorﬂy ' . C e Clanfled question or defined concept(s) correctly ?’ .

¢ o Clamf‘ ed question or defi ned concept(sl,uncorrectly

0 . Moduf‘ ed question and altered meanung o k
' C_ - Dud not clanfy questuon or defugconcept(sl when necessaryl 3

Q‘ ¢ Read mappropnate questlon o

0 . Ealled to readarequured"duestuon R o
0" '__Read questlons dutoforder St L e e T
Probmg A I Responslveness I . S
P e Probed correctly IR Y B ) Résponded correctly to reluctance-or extraneous comments -
"‘P -.tProbed mcorrectly - " ' ' R e Responded mcorreotly to reluctance or extraneous comments_-
P . Probed unnecessanly . ', T o R_ K] Dld not respond to reluctance or extraneous cotnments : ‘ :
P * Did not probe when necessar\g S P o :
. : .
L H . - . .
t ' . .
. s
_ 3 L
. L e
: ‘ o : t ) g‘ f




. To date, the monitoring system has been used to. monitor interviewer
performance in a centralized telephone interv1ewing facility conducting .
-Random Digit- Dialing .interviews, Although no definitive results are R

! avaﬁlable as yet; some problems with the use of such & monitoring system
in a production: facithy have- emerged First, it is' a relatively -expensive
‘system to implement and maintain, .since extensive training must be given to
~interviewers selécted as monitors. Further the system generates a large

- amount of data which must be reduced, interpreted and” the results presented

“to the interviewers. Finally: field supervisors have ques Joned-the ‘value
of the results for .anything other than research purposeg=¥. CQnsequently,_.n».

- the Bureau has continued ‘to use the monitoring system but has~struggled o
—with —the—question- of—whether it—will ultimately—be—used,as —a- Supervisony
v-or research‘tool A o o 2 .

Questions that remain ‘to be answered are "Nho sh\u\ monitor?“ “How -,
: often should interviewers be moritored?" and "Nhat happens~to. fnter-monitor
reliability over_ time? .-Specificdlly, even if inter-monitor ¥ jability re-. -
“mains the same, does- the reliability of.the procedure change?“" r example,
% it:4s conceivable that inter-monitor reliability could:remain high ver a
period of .time, but rater agreement. with a standardized baseline scp t
' could actually decrease. TN R R N
; ) . — °\ oo . . - . . _'\/ .
N Obviously, an 1mportant criterion for evaluating any - new quality control\\
] system is the improvement in measurable performance that results from:its -,
. use. To:date,-tKis type of - cost-benefit analysis has not been ‘done, ,so:it
“is’ unlikely that, the monitoring. system 'will soon he used on-a widespread .. . ~
- basis for produdtion interviewing., -’ However, it isoexpected thatvthe Bureau
- will continue to experiment with its use... . S S

. . ! N
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